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 JOB DESCRIPTION & PERSON SPECIFICATION
JOB TITLE:

PATIENT CARE CO-ORDINATOR
REPORTS TO:

PATIENT SERVICES LEAD AND OPERATIONS MANAGER
HOURS:
19.5 hours per week

Job summary: 

· As a Patient Care Coordinator your role will be to assist and connect patients to their usual doctors and other medical professionals facilitating effective communication.
· To provide general secretarial support to the clinical team.

· To undertake a variety of administrative duties to assist the clinical and management team.

Duties & Responsibilities:
The duties and responsibilities to be undertaken by members of the Patient Services Team may include any or all of the items in the following list.  Duties may be varied from time to time under the direction of the Patient Services Lead or Management Team, dependent on current and evolving practice workload and staffing levels:

· To be a first point of contact for patients requiring general information from their usual GP via the telephone.
· Scheduling appointments
· To receive incoming and initiate outgoing telephone calls in order to facilitate timely and appropriate communications with others, taking messages and dealing with appropriate queries.
· Liaising with external agencies such as hospitals and community services, ensuring referrals are processed efficiently

· Managing all enquiries in an effective manner

· Actioning all incoming email

· Clinically coding data on SystmOne
· Co-ordination of care plans

· Assisting GPs with administration of patient care

· Making any necessary referrals from the practice as per standard operating procedures and enhanced service specifications. This includes the typing of letters, reports, patient referrals, minutes, etc. in an accurate and quality manner.
· Participating in the administrative responsibilities of the practice team

· To facilitate patient care meetings and taking minutes.

· Attending and participating in practice meetings as required.

· To refer patients as appropriate through the eReferral System
· To ensure all urgent referrals are dealt with in a prompt manner. 

· To process usual GPs scanned documents in accordance with standard operating procedures.

· To assist the Management Team with clerical and administrative duties, when required.
· To establish and maintain filing and administrative systems so that written or computer information is easily accessible and secure.
· To retrieve medical records and assist the completion of medical/insurance reports as per practice standard operating procedures
· To facilitate access to information through the Access to Medical Records Policy, including Subject Access Requests.
· File patient records and correspondence in patient medical records.
· To maintain the computer clinical system in an accurate and secure manner.
· To assist with the gathering of statistics and information when required.

· To input data as required.
· To work alongside the Patient Services Advisors to ensure all roles within the Patient Services Team are covered.
· In liaison with the Management Team, maintain adequate supplies of office stationery.
· When leaving at the end of day, ensure the building is secure and door is closed fully.

Physical, emotional and mental effort:

· The role is predominantly office based, using VDU & telephone equipment as a major part of the daily role.

· Frequent periods of concentration are required 

· The pattern of the work will be unpredictable

· The post holder will be expected to change between tasks and expect interruptions in their daily work

· Post holders are expected to work at all locations to maintain the correct level of cover

· The role will expose the post holder to occasional distressing or emotional circumstances.  

Safeguarding Children and vulnerable adults:

· Post holders have a general responsibility for safeguarding children and vulnerable adults in the course of their daily duties and for ensuring that they are aware of the specific duties relating to their role.
Sustainability:

· It is the responsibility of all staff to minimise the Group’s environmental impact by recycling wherever possible, switching off lights, computers, monitors and equipment when not in use, minimising water usage and reporting faults promptly.
Confidentiality:
· In the course of seeking treatment, patients entrust us with, or allow us to gather, sensitive information in relation to their health and other matters.   They do so in confidence and have the right to expect that staff will respect their privacy and act appropriately

· In the performance of the duties outlined in this job description, the post-holder may have access to confidential information relating to patients and their carers, practice staff and other healthcare workers.  They may also have access to information relating to the practice as a business organisation.  All such information from any source is to be regarded as strictly confidential

· Information relating to patients, carers, colleagues, other healthcare workers or the business of the practice may only be divulged to authorised persons in accordance with the practice policies and procedures relating to confidentiality and the protection of personal and sensitive data

Health & safety:
The post-holder will assist in promoting and maintaining their own and others’ health, safety and security as defined in the practice health & safety policy, and the practice infection control policy and published procedures. This will include:

· Using personal security systems within the workplace according to group guidelines

· Identifying the risks involved in work activities and undertaking such activities in a way that manages those risks

· Making effective use of training to update knowledge and skills

· Using appropriate infection control procedures, maintaining work areas in a tidy and safe way, free from hazards

· Actively reporting health and safety hazards and infection hazards immediately when recognised

· Keeping own work areas and general/patient areas generally clean, assisting in the maintenance of general standards of cleanliness consistent with the scope of the job holder’s role 

· Reporting potential risks identified

Equality, diversity and inclusion:
The post-holder will support the equality, diversity and rights of patients, carers and colleagues, to include:

· Acting in a way that recognises the importance of people’s rights, interpreting them in a way that is consistent with practice procedures and policies, and current legislation

· Respecting the privacy, dignity, needs and beliefs of patients, carers and colleagues

· Behaving in a manner that is welcoming to, and of the individual, is non-judgmental and respects their circumstances, feelings, priorities and rights.

Personal/professional development:
The post-holder will participate in any training programme implemented by the practice as part of this employment, with such training to include:

· Participation in an annual individual performance review, including taking responsibility for maintaining a record of own personal and/or professional development

· Taking responsibility for own development, learning and performance and demonstrating skills and activities to others who are undertaking similar work

· Attend monthly team meetings

Quality:
The post-holder will strive to maintain quality within the practice, and will:

· Alert other team members to issues of quality and risk

· Assess own performance and take accountability for own actions, either directly or under supervision

· Contribute to the effectiveness of the team by reflecting on own and team activities and making suggestions on ways to improve and enhance the team’s performance

· Work effectively with individuals in other agencies to meet patients’ needs

· Effectively manage own time, workload and resources

Communication:

The post-holder should recognise the importance of effective communication within the team and will strive to:

· Communicate effectively with other team members
· Communicate effectively with patients and carers
· Recognise people’s needs for alternative methods of communication and respond accordingly
Contribution to the implementation of services:
The post-holder will:

· Apply practice policies, standards and guidance

· Discuss with other members of the team how the policies, standards and guidelines will affect own work

· Participate in audit where appropriate

PERSON SPECIFICATION

	QUALIFICATIONS
	Essential
	Desirable
	MET

	· Good standard of education to GCSE standard or equivalent
	(
	
	

	· RSA II Word Processing/Information Technology or equivalent
	
	(
	

	· European Computer Driving Licence (ECDL)
	
	(
	

	· NVQ Level 2 in Health and Social Care
	
	(
	


	EXPERIENCE
	Essential
	Desirable
	MET

	· Practical experience of working with others
	(
	
	

	· Practical experience of liaising with other health care professionals
	
	(
	

	· Experience of using own initiative
	(
	
	

	· Experience of customer service
	(
	
	

	· Practical experience of SystmOne computerised system
	
	(
	

	· Medical Terminology Training
	
	(
	

	· Experience of working in a healthcare setting processing referrals and care plans
	
	(
	


	SKILLS
	Essential
	Desirable
	MET

	· Excellent communication skills (Written and Oral)
	(
	
	

	· Strong IT & Keyboard skills
	(
	
	

	· Competent in the use of Office and Outlook
	(
	
	

	· Attention to detail
	(
	
	

	· High level of organisational skills and effective time management
	(
	
	

	· Patient services experience in a GP environment
	
	(
	

	· Committed to patient care and able to empathise with a wide variety of patients
	(
	
	

	· Ability to work without direct supervision and determine own workload priorities
	(
	
	

	· Problem solving skills
	(
	
	

	· Interpersonal skills
	(
	
	

	· Willingness to develop and learn new skills
	(
	
	

	· Produce Agendas and Minute Taking
	
	(
	

	· Ability to follow policy and procedure and work to deadlines
	(
	
	


	QUALITIES/ATTRIBUTES
	Essential
	Desirable
	MET

	· Initiative
	(
	
	

	· Planning and organising
	(
	
	

	· Performing under pressure
	(
	
	

	· Adaptability
	(
	
	

	· Ability to work as a team member and autonomously
	(
	
	

	· Self-motivated
	(
	
	

	· Flexible and Cooperative
	(
	
	

	· Confidentiality 
	(
	
	

	· Reliable and good time-keeper
	(
	
	

	· High levels of integrity and loyalty
	(
	
	


	KNOWLEDGE
	Essential
	Desirable
	MET

	· A detailed understanding of a General Practice office environment
	
	(
	

	· Working knowledge of the e-Referral System
	
	(
	

	· An understanding of the practice clinical system
	
	(
	

	OTHER REQUIREMENTS
	Essential
	Desirable
	MET

	· Flexibility to work outside of core office hours
	(
	
	

	· Disclosure Barring Service (DBS) check
	(
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